Importance of a Fully Integrated UCaaS Solution, Global 2023 
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Source: Frost & Sullivan Annual ITDM Surveys on Investment Priorities, 2023 


Importance of a Fully Integrated UCaaS Solution by Region 


Compared to their counterparts in other regions, European decision-makers have the lowest preference for buying a 
single UCaaS stack from the same provider. 


Importance of a Fully Integrated UCaaS Solution that Includes Meetings and Messaging, by Region, 
Global, 2023 
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Very Important—We Prefer to Buy a Full UCaaS Stack from the Same Provider 


Do Not Know 


Q23. When selecting a cloud telephony/PBX provider, how important is it to your organization that they provide a fully integrated UCaaS solution 
that also includes messaging and meetings? N=428. 


Significant Technology Consolidation is Already in Place 
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Q21. Which option regarding your cloud or mobile PBX/UCaaS solutions most closely matches your organization's 
current usage? N=178 


Q34. With regard to collaboration solutions, which option most closely matches current usage in your organization? 
- Video conferencing solutions N=493 


Q34. With regard to collaboration solutions, which option most closely matches current usage in your 
organization? - Team spaces/group chat N=409 Source: Frost & Sullivan Annual ITDM Surveys on Investment Priorities, 2023 
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Customers Plan on Further Consolidation 


Future plans to consolidate solution providers are strongest for UCaaS followed by group chat. 14% of the 
decisionmakers indicate they will consolidate video conferencing solutions. 
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Q22. Do you plan to change your cloud or mobile PBX/UCaaS solutions/service providers by the end of 2025? 
N-178 


Q35. What are your plans for your video conferencing solutions/service providers for the next three years? 
N=493 
Q36. What are your plans for your team spaces/group chat services providers for the next three years? 


N=409 Source: Frost & Sullivan Annual ITDM Surveys on Investment Priorities, 2023 
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Video Conferencing Adoption Status = 


Video Conferencing and Group Chat are Table Stakes for Hybrid Work 


Online meetings and group chat lead among communication tools and have become a must-have to facilitate hybrid 


work. Cloud telephony is trailing behind other solutions due to the strategic importance and complexity of migrating 
enterprise telephony to the cloud. 


Source: Frost & Sullivan Annual ITDM Survey on Investment Priorities, 2023 
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UCC Solution Adoption Status, Global, 2023 
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Cloud Contact Center 


Cloud or Mobile PBX/Cloud-based Enterprise Telephony Services 


AR/VR Devices 


Q5. Which of the following solutions have you adopted already? - Summary - Have adopted. N=1,252. Source: Frost & Sullivan Annual ITDM Surveys on Investment Priorities, 2023 


Remote Work Leads to Greater Market Maturity 


The shift to remote work during the pandemic years led to hyper-growth in online meetings, personal devices 
(webcams, headsets) and team chat. Future investment plans indicate changing investment priorities. 


Source: Frost & Sullivan Annual ITDM Survey on Investment Priorities, 2023 
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Future Plans for UCC Solutions, Global, 2023 
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Video Conferencing/Meeting Services 


N=1,252 
Q5. Which of the following solutions have you adopted already or are planning to adopt by the end of 2025? 
- Summary - Plan to adopt in 2024-2025 


Migration to Cloud Video Conferencing 


49% of the organizations use video conferencing as a cloud service up from 47% last year and 42% two years back. 


Source: Frost & Sullivan Annual ITDM Survey on Investment Priorities, 2023 
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Primary Deployment Model for Video Conferencing, Global, 2023 
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Q38. What type of solution do you currently use for video conferencing? Source: Frost & Sullivan Annual ITDM Survey on Investment Priorities, 2023 
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Video Extends to Contact Center and Frontline Workers 


Video calls became the mainstay for communications during the pandemic creating a long-term, sustainable impact. 
Although the use of video conferencing is increasing for non-traditional users, such as contact centers and frontline 


employees, the high level of current usage indicated by respondents likely includes the use of consumer-grade video 
conferencing tools. 25% 


Use for Frontline Workers, Global, 2023 
Use for Contact Center, Global, 2023 
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Q30. Which of the following interaction channels does your organization support today? - Video chat, 
video teller/kiosk? N=751 


Source: Frost & Sullivan Annual ITDM Survey on Investment Priorities, 2023 
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Q31. Which of the following channels does your organization plan to support over the next two years or 
have no plans for? - - Video chat, video teller/kiosk? ? N=751 


Q15. Which of the following technologies do you provide to the frontline workers in your organization 
today or plan to provide by 2025 — Video? N=1004 
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Remote Work Prompts Changes to Office Space 


Only 5% of IT decision-makers state that their organization will make no office space changes as a result of remote and 
hybrid work. A notable percentage are outfitting office spaces with solutions to better support distributed workforces 
and evolving work styles. More than 1 in 3 plan to build more meeting rooms and 33% are planning on newer types of 
meeting spaces that better fit the hybrid workforce. Only 1 in 5 plan to reduce real estate which is likely driven by 
longterm office leases. 
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